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Theresa Marwah

Conducting Virtual 
Video Research
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COVID-19 has changed the face of Market Research

NO
Focus Groups

NO
Ethnography

NO
In-depth Interviews

But companies need to find a way to understand consumer 
needs more than ever
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Information
overload

Multiple 
decision 

influencers
Limited time

Abundant 
data, limited 

insights

Driving organizational change is hard
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Big data has done wonders for the industry but 
has ‘dehumanized’ the data. We need to ‘feel 
the consumers’ rather than read about them.

UNILEVER
VIJAY RAJ, VP CMI
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Pampers video placeholder –
please hide this slide and replace 
with Pampers video in ON24
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Captures 
imagination

Engage 
emotions

Break 
through

Easy to digest Empathetic 
connection Authentic



Medallia © Copyright 2020. Confidential.

South Korea 
& Japan,

First camera 
phones

First camera 
phone in US

4 billion 
videos 

streamed 
per day

500 hours of 
video 

uploaded 
every minute

Facebook 
launches 
Facebook 

Live

100m hours of 
video watched 

per day

2 billion+ 
videos served 

per day

iPhone with 
video recording 

capability

First iPhone
- No video 
recording 
capability!

First 
YouTube 

video

2000 2002 20202012 20192015 201820102009200720052003

Skype 
founded

113 Million 
downloads in 

February alone

300 million daily 
meeting 

participants in 
April Medallia © Copyright 2020. Confidential.
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• Increase the depth of feedback by providing 
the option to submit video, images or audio in-
survey.

• Uncover meaningful insights from the 
spoken word, facial expressions and emotion, 
as well as objects included in videos or images.

• Easily find and share content with employees 
and executives to drive customer empathy.

MEDALLIA LIVINGLENS

Create a human connection to 
customer feedback
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Adding value in a wide range of use cases

Concept 
testing

Innovation

Brand 
Management

Ad testing & 
marketing 

effectiveness

Behavioral

Experience

Customer 
acquisition, retention & 

loyaltyPath to 
purchase

Ideation

Segmentation

Citizen

Engagement

Usage & Attitudes

Employee

Employee

Customer 
closeness

Patient & 
Healthcare

Brand 
Immersion

Insight 
Hub

Customer

Brand health

Product 
development
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Video stories have immediate 
business impact

Give the customer a face

Break down denial about what data reveals

Generate executive buy-in and support

Inspire employees

Embrace the power of storytelling



THERESA MARWAH |  RESEARCH TECH LEAD  |  @ATLASSIAN

Remote Research
New NormalUsual



Agenda

Context setting

Super powers

Our story

Lessons learned



THE LONG AND WINDING ROAD…

Chicago 
Booth

VC incubator

Robert Half 
Protiviti

TIME

MY TEAM United

Diamond 
PWC

Atlassian



Building and sharing deep 
understanding digitally.

RESEARCH



Virtual life @atlassian

Collaboration Software
Digital first

Invested
Strategic Partners since 

2018

Global
Teams & Customers



We believe behind every great human 
achievement, there is a team. Our 
mission is to unleash the potential of 
every team.

OUR MISSION



The Team

Leisa Reichelt
Head of Research and 

Insights

Research Ops
Kate Towsey



Agenda
Super powers

Context setting

Our story

Lessons learned



5
super powers of remote moderated research



“Great communicators don’t just hear the 

words. Great communicators hear the 

meaning behind the words.”

SIMON SINEK





Targeting
Screening
Listening

Synthesizing
Analyzing
Reporting

Sharing

Logistics Planning
Transcription

File Management
Taxonomy

Reference Searching
Deletion Requests

BUSY 
WORK

PRODUCTIVE 
WORK

Don’t waste brilliant minds with monotony



Recreate Re-use Respect





The Why
Context, Intention, 

Needs, Meaning 

Right People
Balanced and 

targeted panels

Effective
Brilliant minds 

on the right 
activities

Data 
Management
Recreate, Re-use, 

Respect

5 Super Powers 
of Remote Moderated 

Research

Scale Empathy
Research as a 

team sport, 
Exposure hours



Agenda
Our story

Context setting

Super powers

Lessons learned



DESIGN: QUAL RESEARCH JOURNEY: INPUTS, GENERATION, OUTPUTS



ITERATE: OUR TEAM SHARES WHAT WORKS, FEEDBACK, PAIN



LEGAL ONLY* COLLABORATIVE

*fine 
print

ENABLE: DIGITAL SOLUTIONS TO ENABLE REMOTE PARTICIPANTS



AUTOMATE: FREE THE MINDS

API
Automate data handling

Partnerships
Chose vendors who want 
to grow with you



STANDARDIZE TO REUSE: MAKE IT EASY TO FIND VALUE



OUR REMOTE RECORDING PRACTICE TODAY



TRANSCRIPTS CONVERTED TO CARDS

Trello
Ingesting transcript blocks 
into cards

Theming as a 
remote team
Tagging and theming in 
digital board



VOICE AND VIDEO IN OUR REPORTS

Confluence & 
Slides
Research reports are 
multimedia

Embedded 
Video
Sharing customers own 
words and voices 



STORY TIMES

Key Themes
Story times is a weekly 
series raising awareness of 
a key initiative

Customer Voice
Embedded video of 
poignant customer stories 
are compelling



VIDEO SHARE-BACKS

Async
Global
Audience when available

No cherry-
picking
Context with clips

Repeatable
Craft the critical message 
with powerful words. 
repeat. repeat. repeat.

Zoe Green



Methodologies using Remote Video

Diary studies
Longitudinal buyer 
journey
Migration journey

Survey Response
Ask & Record Answer

Cognitive Testing
Top Tasks
Surveys

Prototype Testing
Moderated and 
Unmoderated

Discovery 
Interviews
Remote Moderated

UX validation
Moderated and 
Unmoderated

Benchmarking
Moderated task 
completes



RESEARCH VIDEO MILESTONES

Dec February Today Future



Agenda
Lessons learned

Context setting

Super powers

Our story



Lay foundations 
that promote 
future growth



It takes a team


